Toni R. Acton AT&T Services, Inc.
Director 1120 20" Street, N.W.,
Suite 1000
Washington, D.C. 20036

202.457.3039 Phone
202.457.3070 Fax

July 2, 2007

Via Electronic Submission

Ms. Marlene Dortch
Secretary

Federal Communications Commission
445 12" Street, SW
Washington, DC 20554

RE: CG Docket 03-123, DA 07-2762

AT&T Submission of TRS Complaint Logs for Reporting Period

June 1, 2006 Through May 31, 2007
Dear Ms. Dortch:
In according with the Commission’s Public Notice dated June 22, 2007 (DA 07-2762), AT&T Inc
hereby submits its Annual Summary of Consumer Complaints Concerning TRS for the time period
June 1, 2006 through May 31, 2007.
If you have any questions, please contact the undersigned.
Sincerely,

Toni R. Acton
Director

Attachment



as of June 7, 2007

2007 ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1, 2006 through May 31, 2007

AT&T RELAY SERVICES

Maryland T AUG SEP NOV DEC TOTAL
VOICE 0 0 0 0 0 1
TV 0 0 2 0 2 5
TOTAL 0 0 2 0 2 6

Pennsylvania JUN J0L AUG SEP ocT NOV DEC JAN FEB MAR APR MAY | TOTAL
VOICE 0 0 1 0 0 0 0 0 0 0 0 0 1
TTY 0 0 0 0 0 0 0 2 0 1 0 0 3
TOTAL 0 0 1 0 0 0 0 2 0 1 0 0 4

Virginia JUN JUL AUG SEP ocT NOV DEC JAN FEB MAR APR MAY | TOTAL
VOICE 0 0 0 0 0 0 0 0 0 0 0 0 0
TTY 1 0 0 0 0 1 0 0 0 0 1 0 3
TOTAL 1 0 0 0 0 1 0 0 0 0 1 0 3

West Virginia JUN J0L AUG SEP ocT NOV DEC AN FEB MAR APR MAY | TOTAL
VOICE 0 0 0 0 0 0 0 0 0
TTY 0 0 0 0 0 0 0 0 0
TOTAL 0 0 0 0 0 0 0 0 0

ATST Other JUN UL AUG SEP ocT NOV DEC AN FEB MAR APR MAY | TOTAL
VOICE 1 0 0 0 0 0 0 0 0 1 0 0 2
TTY 3 2 0 1 0 1 1 0 1 0 1 1 11
TOTAL 3 2 0 1 0 1 1 0 1 1 1 1 13

ALL CONTRACTS | JUN JUL AUG SEP ocT NOV DEC IAN FEB MAR APR MAY | TOTAL
VOICE 2 0 1 0 0 0 0 0 0 1 0 0 3
TTY 3 2 0 1 2 2 3 2 1 1 2 2 22
TOTAL 5 2 1 1 2 2 3 2 1 2 2 2 26
Note:

1) AT&T Other category complaints are AT&T LDRC, OSD and/or customers from non-AT&T contracted states combined. Includes AT&T Internet Relay contacts.

2) ALL Contracts totals all complaints from all reported state services and AT&T Other category.
3) Service transitioned to new provider: West Virginia - Feb. 2007

FCC Annual Spreadsheet 2007

Page 1 of 1



AT&T RELAY SERVICES

ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1, 2006 through May 31, 2007

Complaint Summary by Category

45 of ne 7, 2007
Complaint Category JUN JUL_| AUG | SEP | OCT | NOV | DEC | JAN FEB | MAR | APR | MAY | Total
Transparency 3 3
Confidentiality 0
Verbatim 1 1 1 1 1 1 2 8
Typing Issues 2 1 1 1 1 2 1 1 1 1 12
In Call Replacement 0
Answer Performance 1 1 1 3
Gender Accommodation 0
Total 6 2 1 1 2 2 3 2 1 2 2 2 26

FCC Annual Spreadsheet 2007 Page 1 of 1
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MARYLAND RELAY SERVICE
ANNUAL CONSUMER COMPLAINTS SUMMARY
JUNE 2006 - MAY 2007

June 2006

Voice June 20, 2006

The customer complained the operator tried to interject his/her opinion into the
conversation.

Category: Other (CA/OPR)

Escalation: Received by the Maryland Relay Center and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA’s
manager would follow up accordingly.

Contact Closed: June 20, 2006

FCC: Transparency

July 2006 -- Nothing to Report
August 2006 -- Nothing to Report
September 2006 -- Nothing to Report
October 2006

TTY October 20, 2006

The customer complained the operator did not provide his/her ID, did not relay the
message verbatim, and hung up on him/her.

Category: Other (CA/OPR)

Escalation: Received by the Maryland Relay Center and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed: October 27, 2006

FCC: Verbatim

TTY October 31, 2006

The customer complained about the operator's typing skills.

Category: Typing Skill/Speed

Escalation: Received by the Maryland Relay Center and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed: November 3, 2006

FCC: Typing Issue

November 2006 -- Nothing to Report

MDFCC0606-0507
061107
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NON-CONTRACT STATES RELAY SERVICE
ANNUAL CONSUMER COMPLAINTS SUMMARY
JUNE 2006 - MAY 2007

June 2006

TTY June 7,2006

The customer complained the CA could not type and misspelled several words.
Category: Typing Skill/Speed

Escalation: Received by the Relay Website and handled by the National Customer Care
Center.

Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed: June 7, 2006

FCC: Typing Issue

TTY June9, 2006

The customer complained the CA did not relay the call verbatim and then hung up on
him/her.

Category: Other (CA/OPR)

Escalation: Received by the National Relay Center, PA and handled by the National
Customer Care Center.

Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed: June 9, 2006

FCC: Transparency

TTY June 11, 2006

The customer complained the CA refused to interpret his/her call.

Category: Other (CA/OPR)

Escalation: Received by the Relay Website and handled by the National Customer Care
Center.

Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed: June 13, 2006

FCC: Verbatim

Voice June 23,2006

The customer complained the CA did not relay the call verbatim and interjected
comments during the conversation.

Category: Other (CA/OPR)

Escalation: Received by the National Relay Center, PA and handled by the National
Customer Care Center.

Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed: June 23, 2006

FCC: Transparency

NONCONFCC0606-0507

061107



NON-CONTRACT STATES RELAY SERVICE
ANNUAL CONSUMER COMPLAINTS SUMMARY
JUNE 2006 - MAY 2007

July 2006

TTY July 27,2006

The customer complained the CA did not have good typing skills and the message was
garbled.

Category: Typing Skill/Speed

Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed: July 27, 2006

FCC: Typing Issue

TTY July 29, 2006

The caller complained that the CA typed slowly, had many spelling errors, and omitted
sentences.

Category: Other (CA/OPR)

Escalation: Received by the Georgia Relay Center and handled by the National
Customer Care Center.

Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed: July 31, 2007

FCC: Verbatim

August 2006 — Nothing to report

September 2006

TTY September 27, 2006

The customer complained about the CA for his/her typing skills.

Category: Typing Skill/Speed

Escalation: Received by the Relay Website and handled by the National Customer Care
Center.

Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed: September 28, 2006

FCC: Typing Issue

October 2006 — Nothing to report

November 2006

NONCONFCC0606-0507

061107
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PENNSYLVANIA RELAY SERVICE
ANNUAL CONSUMER COMPLAINTS SUMMARY
JUNE 2006 — MAY 2007

June 2006 — Nothing to report

July 2006 — Nothing to report

August 2006

Voice August 20, 2006

The customer complained he/she had to wait to reach an operator when using relay.
Category: Answer/Wait Time

Escalation: Received by the Pennsylvania Relay Center and handled by the National
Customer Care Center.

Resolution: Apologized for the inconvenience and assured the customer it would be
reported to our Customer Service Department.

Contact Closed: August 31, 2006

FCC: Answer Performance

September 2006 — Nothing to report

October 2006 — Nothing to report

November 2006 — Nothing to report

December 2006 — Nothing to report

January 2007

TTY January 2,2007

The customer complained about the CA for his/her typing skills.

Category: Typing Skill/Speed

Escalation: Received by the Pennsylvania Relay Center and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed: January 2, 2007

FCC: Typing Issue

TTY January 19,2007

The customer complained he/she had to wait for his/her call to be answered.
Category: Answer/Wait Time

Escalation: Received by the Pennsylvania Relay Center and handled by the same.
Resolution: Apologized to the customer for his/her inconvenience.

Contact Closed: January 19, 2007

FCC: Answer Performance

February 2007 — Nothing to report

PAFCC0606-0507
061107



PENNSYLVANIA RELAY SERVICE
ANNUAL CONSUMER COMPLAINTS SUMMARY
JUNE 2006 - MAY 2007

March 2007

TTY March 27,2007

The customer complained the CA made too many typing errors.

Category: Typing Skill/Speed

Escalation: Received by the Georgia Relay Center and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed: March 27, 2007

FCC: Typing Issue

April 2007 — Nothing to Report

May 2007 — Nothing to Report

PAFCC0606-0507
061107
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VIRGINIA RELAY SERVICE
ANNUAL CONSUMER COMPLAINTS SUMMARY
JUNE 2006 - MAY 2007

June 2006

TTY June 13,2006

The customer complained the CA did not type clearly.

Category: Typing Skill/Speed

Escalation: Received by the Virginia Relay Center and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed: June 14, 2006

FCC: Typing Issue

July 2006 — Nothing to report
August 2006 — Nothing to report
September 2006 — Nothing to report
October 2006 — Nothing to report

November 2006

TTY November 30, 2006

The customer complained the CA had not relayed the call verbatim.

Category: Other (CA/OPR)

Escalation: Received by the Virginia Relay Center and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed: November 30, 2006

FCC: Verbatim

December 2006 — Nothing to report

January 2007 — Nothing to report
February 2007 — Nothing to report

March 2007 — Nothing to report

April 2007

TTY April9,2007

The customer complained the CA had not relayed the call verbatim.
Category: Other (CA/OPR)

Escalation: Received by the Virginia Relay Center and handled by the same.

VAFCC0606-0507

060707



VIRGINIA RELAY SERVICE
ANNUAL CONSUMER COMPLAINTS SUMMARY
JUNE 2006 - MAY 2007

Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed: April 10, 2007

FCC: Verbatim

May 2007 -- Nothing to Report

VAFCC0606-0507

060707
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WEST VIRGINIA RELAY SERVICE
ANNUAL CONSUMER COMPLAINTS SUMMARY
JUNE 2006 - MAY 2007

June 2006 — Nothing to report
July 2006 — Nothing to report
August 2006 — Nothing to report

September 2006 — Nothing to report

October 2006 — Nothing to report

November 2006 — Nothing to report

December 2006 — Nothing to report

January 2007 — Nothing to report

WVFCCC0606-0507
04/27/07
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No. Date of
Complaint

TRS Complaint Log
Prepared by AT&T for the Kansas Relay Center (KRC)
Reporting Period

June 1, 2006 - May 31, 2007

Nature of Complaint

Date of
Resolution

Resolution

1. 7/124/2006 | Customer thought operator had lied because the 712412006 | Operator stated that many attempts were made to
called number rang with no answer after call this number, but that there was never an
numerous attempts. answer.

2 9/11/2006 | Stated the same operator had hung up on her 9/11/2006 | Queried operator who stated that the connection
twice and numerous times in the past. was lost with the customer today and did not

remember instances in the past. Switch records
were analyzed to determine cause of
disconnection, but were inconclusive.

3 11/23/2006 | Hearing customer stated that operator had 11/23/2006 | Operator queried and stated connection was lost.
reported party was disconnected, when his party Manager called customer back and reached
stated that they had not hung up. He also stated answering machine, leaving word, twice.
he was billed for Relay use. Customer never returned call.

4 11/28/2006 | Customer stated we were in error because we 11/28/2006 | Manager addressed customer explaining that
refused to complete a TTY to TTY transfer. customer was calling from a restricted phone

number which would not allow completing a tty to
tty transfer.

5. 11/29/2006 | Customer reported operator would not respond 11/29/2006 | Operator did not recognize customer, and switch
after incoming call connected. records inconclusive.

6. 12/16/2006 | TTY customer complained about a transformation 12/16/2006 | SA tried to query customer as to specific
and lousy service from a Deaf Club. complaint but customer became very combative,

using profanity and did not give a specific
problem, then hung up on Supervisor.

7. 12/16/2006 | VCO customer stated operator typed hello when 12/16/2006 | When operator was queried, he said that he did
reached an answering machine and stated that he not reach an answering machine because
would find out who the operator is and where he someone answered. A police report was filed due
hangs out and abuse the operator. to the threatening nature of the customer's

statement.

Page 1 of 2



Z Jo 7 abed

B/ B/U 181U87) Aejay sesuey| ay) Joy aoniag Bulpinoid paddols 191y 200Z/1/8 ‘Gl
"NEWSDIOA peY Jaquinu
pa||e2 PalLaA PUE ‘|IBeLa2IoA AQ palamsue "auiyoew Buemsue ou pey pajjes Jaquinu
sem Aped pajjes auyy pajels Jojelsado ‘uieby .002/6L/E asneosaq pal| Jojelado pajels Jawosnd QA sWes 200Z/6L/S L
‘[TeWIS2I0A SABY ‘sulyoeWw BuLismsue ue saey 10U
pIp J3QUINU pajjed PaljliaA ‘payoeal Sem sulyoew pIp J2ISIS SIY Usum auyoew Buusmsue payoesl
Bulismsue ue paje)s oym Jojesado palenpd L002/6L/E pey Buiiels ‘pal| Jojesado pajels Jswoisno OOA | L002/6L/E tl
"‘enenb ui Buiaq ‘Bunaaib slojeledo Jsyjoue LY. 1x3}
s||eo pue dlel} JO SaWN|oA AAeay 0} enp sanss! Aue joB Jansu pue A3y adeosa siy 1y Y [un 1x8)
UO(}OBUUOD paAsllag 'S8NSS| UOHoauU0d ou sJojelado }ab j,upinoo pajelg ‘siojesado g Ajuo
pey Jaquinu auoyd sJawoisno buneinwis sjsa ) L002/12/2 UIIM JOBUUOD 0} 3|ge sem pauodsl Jawolsnd OJA 100Z/12ie ¢}
“Jawojsno yim ajeudosdde
10U SEM JUSWIWIOD /BIIAISS JO SUO] sleme B} MOUY PINoMm 8y ‘USRI10S SIY peal
ayew o} Jojesado padojere usalos sojesado pINOM 2y JI pUE payoeal SEM SUIYOBW SUE pasIape
ay Je Buyoo| Aq uas.os SIy pes.l O} JaWoIsnd pey ays ey} paiidas Jojesado ‘Jojelado pelianb
3y} p|O} PUE Jaquinu payoeal JO Jawojsnd Jawo)sns Uaym pue payoesl pey sy Jeym Jo
pasiApe paapul pey Jojesado payuaA Josiuadng 200¢/0¢/L wiy Apjou Jou pip Jojesado pajess Jawoisnd QDA | L00Z/02/1 b
Jlaquinu
W04} SISLUOISND UO 1SIi} 8010A JOMSUE O} YOHMS YN O}
Bunonusur Jawoisnd 1o} ajijoid 8seq ejep pajeal) /00Z/8/1 uoloauuod uodn sauo) Al sieay Jawoisno adI0A 100Z/811L 01
‘19 0} pucdsal Jou pIp JBWOISNO Ng ‘JaWoisnd ‘|eo o} Jaguinu Bujatb
0} pepuodsal pajejs oym Jojesado pausnd | 900z/5¢/2) Ja)je dn sbBuey Jojesado pajels JaWoISNd OJA | 9002/62/2) 6
"8AISN|OLOD-UOU JNg '}98UU0ISIP
JO ©01N0S BUILLIBIBP O} pazA[eue SPIoJ3I UOJMS “Jaquinu iojelado ay) mouy jou pip InQ
"9|qnoJ} J1ay) 4o} Jowoisna ay) o} pazibojode vs | 9002/61/2L wiy uo dn Buny Jojesado pajels Jawosno QOA | 9002/61/2) "8
uonn|osay juiejdwon
uonN|osay jo 9eq ejdwos jo ainjeN jo ajeq

00 "1€ AeW — 900z ‘) dunp

poliad Bunioday
(ou)) Jeyusy Aejay sesuey| ay3 Joy 1781V Aq paiedaid
Bo7 jureidwod sy




Michigan Relay Center
June 2006 - May 2007

Service Complaints - CA Related
Failure to provide CA ID

Failure to comply w/caller's Instruction
Transparency

Attitude 1 1 1 1 1
Incorrect Procedure 1 1 . 1
Verbatim
Accuracy
Spelling
Unprofessional Call Handling 1
Other 1 1 2 1
| Total 2 2 2 2 2 0 1 1 2 0 0 1

aj=lojojolw|o|o|o|o

-
Le]

Technical Complaints

Sound Clarity/Garbled Messages 0

External Call Routing Issues 0
Connecting w/TRS 1 1 2 00¢
Other 0 :
| Total 0 0 0 1 0 0 0 0 0 0 0 1 2

d 20 D Dia

Billing Issues 0 =
Complaint about another TRS 1 1

Scope of Service 0

Other 1 1 3

| Total 1 0 0 1 1 0 1 0 0 0 0 0 4
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TRS COMPLAINT LOG
PREPARED BY ATT FOR THE MICHIGAN RELAY CENTER
JUNE 1, 2006 - MAY 31, 2007

Date of Nature of Complaint Date of Resolution
Complaint Resolution

7/12/2006 |The voice customer stated the CA was very rude when she 7/12/2006 |The Supervisor apologized for the inconvenience and asked for a name
received a Relay call. The Voice customer stated she had no and address to send an apology card. The customer did not want to
idea what kind of call she was on, and was not familiar with give her name or address. She stated she only wanted the Supervisors
relay. The customer stated the CA was very rude when she to be aware of the experience she had. The Supervisor apologized for
told her to slow down because she needed to type everything. the incident and explained this is not the practice of Relay. The Customer

did not have the CA's number, but the Supervisor made the sure the
complaint was still posted in the office.

8/23/2006 |The Voice customer stated the CA was rude when asking her 8/23/2006 |The Manager apologized to the customer and offered to send an
to slow down. She stated she did not want to get anyone in apology card. The Customer did not want an apology card. The
trouble, but feels the CA should be more polite when asking Manager reviewed the complaint with the CA and documented the
customers to slow down. complaint.

8/26/2006 |The customer stated the CA hung up before completing all 8 of 8/29/2006 |The Supervisor apologized to the customer for the inconvenience.
the calls she needed to make. The customer stated she told The Supervisor explained that it is our policy that CA's type out all
the CA before the first call was placed, that she needed to place messages. A manager reviewed the complaint with the CA. The manager
8 calls. However, the CA hung up after the 3rd call was made. also made three attempts to contact the customer to follow up.

The customer also stated that she informed the CA not to type The manager received an answering machine message and the call
out all the answering messages. But the CA still continued to was not returned.
type out the messages.

9/5/2006  |The customer was very angry when she called the supervisor 9/5/2006 | The Supervisor was unable to get the customer's name and address to
line. She stated the CA refused to tell her what the hearing send an apology card for the inconvenience. The Supervisor explained to
person sounded like. She stated when she asked the CA the customer that the CA's must stay in role at all times. The CA's are
to tell her the tone, the CA ignored her request. encouraged to not make assumptions about an individual's tone. The

customer was not satisfied with this policy and felt the CA's should tell the
Deaf customers what the hearing person sounded like.
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TRS COMPLAINT LOG
PREPARED BY ATT FOR THE MICHIGAN RELAY CENTER
JUNE 1, 2006 - MAY 31, 2007

Date of Nature of Complaint Date of Resolution

Complaint Resolution

10/10/2006 |The Voice customer stated that she did not realize that she 10/10/2006 |The Supervisor apologized to the Customer for this behavior and
gave the CA a wrong number. She expected the CA to let her ensured her that this is not the Relay's policy. The Supervisor
know that. Instead she received a very rude, " Another number thanked the customer for bringing this to the manager's attention.
to dial ma'am", then the CA hung up. The customer then dialed The manager reviewed this complaint with the CA and reminded her of
relay again, and received another CA who gave her the the company's expectation of World Class Customer Service. The CA
Supervisor line for complaints. The customer stated that the apologized for her tone and stated she understood. The complaint was
CA's tone is what prompted her to report this. The customer documented in the CA's file.
mentioned she is happy with the Relay service, but did not
appreciate this CA's tone.

10/20/2006 |The customer stated the CA received his call and was given 10/20/2006 |The manager apologized to the customer for the inconvenience.
anumber to dial. The CA informed the customer that the line The manager spoke to the CA and reviewed the complaint with the CA.
was busy. The customer wanted to give the CA a different The manager reminded the CA to always ask the customer if he/she
number to dial, but the customer was unable to do so because would like to place another call. The CA apologized and stated she
his call was disconnected. understood. The complaint was filed. The manager attempted to call the

customer back 3 different times to give a follow up report. The Customer's line
was busy each time.

10/24/2006 |The customer was upset that the CA changed CA's during 10/24/2006 |The Supervisor apologized to the customer for the inconvenience.
his call. He felt that there is no reason for a Relay service to The CA asked the customer if he had the CA's numbers. The Customer
change CA's during a call. stated he did not. The Supervisor explained that sometimes the CA's

need to switch due to their shifts being completed or due to lunches or
breaks. The Supervisor offered to send an apology card, but the
customer declined. A manager attempted to call the customer back to
follow up with the complaint. There was no answer.
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TRS COMPLAINT LOG

PREPARED BY ATT FOR THE MICHIGAN RELAY CENTER
JUNE 1, 2006 - MAY 31, 2007

Date of Nature of Complaint Date of Resolution
Complaint Resolution
12/1/2006 | The customer stated that sometimes when he uses relay to 12/1/2006 |The Supervisor apologized to the customer for his frustration.
call hearing people, they refuse to take his calls. He also stated The supervisor explained that the Relay center cannot force anyone
that they respond too slow when he is communicating with to deny or accept calls. The Supervisor encouraged the customer to
them. The customer feels the Relay should tell hearing people contact the Division on Deaf and Hard of Hearing for assistance in matters
that they are obligated to accept the Relay calls. such as this. The customer thanked the Supervisor.
12/13/2006 |The customer stated that the CA refused to complete his call. 12/13/2006 |The manager apologized to the customer for his frustration and the
He stated that he asked the CA to continue to call the phone inconvenience. The manager reviewed the complaint with the CA.
company over and over again until she got a connection. The CA stated she did not recall this customer and stated if she was
The customer stated the CA refused and hung up on him. instructed to continue to place a call she would have.
1/26/2007 | The CA did not ask me if | wanted to place another call after 1/26/2007 |The supervisor apologized to the customer and offered to send an
we disconnected from my first call. apology card. The customer did not want an apology card. She only
wanted the manager to talk to the CA and remind him to ask customers
if they want to place another call. The Supervisor thanked the customer
for bringing her concern to our attention. The Manager reviewed the
complaint with the CA. The CA was reminded to always ask the customer
if he or she is interested in placing another call. The CA apologized and
stated he understood.
2/2/2007 | The Customer stated that the CA did not respond immediately 2/2/2007 |The manager apologized to the customer for the inconvenience.
when she asked the CA to turn on the VCO. She also stated The manager explained that our expectation is that all calls are
that the CA did not ask her if she wanted to place another call. answered immediately and that all CA's ask customers if they
would like to place another call. The manager thanked the customer
for bringing this concern to our attention. The complaint was reviewed
with the CA. The CA was reminded to promptly respond to the VCO
request and to also make sure she ask the customer if he or she would
like to place another call. The CA apologized and the report was filed.
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TRS COMPLAINT LOG
PREPARED BY ATT FOR THE MICHIGAN RELAY CENTER
JUNE 1, 2006 - MAY 31, 2007

Date of Nature of Complaint Date of Resolution
Complaint Resolution
2/124/2007 | The voice customer was very upset when she placed a call to 2/24/2007 |The manager apologized to the customer for her frustration and for the
her sister. She stated the CA was very rude and appeared to be inconvenience. An apology card was sent to the customer.
rushing her off the phone. She also stated that the CA did not The manager reviewed the complaint with the CA. The complaint
explain relay. was documented in the CA's file.
5/9/2007  |The customer stated that the CA disconnected her call in the 5/9/2007 |The manager apologized to the customer for the inconvenience. The

middle of her conversation.

manager stated she would investigate the matter and follow up with the
customer. The manager discussed the complaint with the customer.

The CA stated that it appeared the customer disconnected the call. She
had to inform the hearing party that the TTY customer disconnected. The
CA stated that she did not disconnect the call and has no idea why the
customer disconnected. The manager called the customer back and
explained this case again. The customer stated she did not recall
disconnecting the call. Again, the manager apologized to the

customer for the inconvenience and encouraged the customer to continue
to call the office if she has any further questions or concems.
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